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@ COPYRIGHT ACORN CCMPUTERS LIMITED 1983 

Neither the whole or any part of the information contained in, or 
the products described in, this manual may be adapted or reproduced 
in any material form except with the prior written approval of 
Acorn Computers Limited (Aoorn Computers). 

The products described in this Information Manual and products for 
use with it, are subject to continuous development and improvement. 
All information of a technical nature and particulars of the 
products and their use (including the information and particulars 
in this manual) are given by Acorn Computers in good faith. 

However, it is acknowledged that there may be errors or emissions 
in this manual. A list of details of any revisions or amendments 
to this manual may be obtained upon request from Acorn Computers, 
Technical Enquiries. Acorn Computers welcome comments and 
suggestions relating to the products and this manual. 

All correspondence should be addressed to:- 

Custamer Service Department 

Acorn Computers Limited 

Units 8 & 9 

Cambridge Technopark 

645 Newmarket Road 

CAMBRIDGE 

CB5 8PD 

All maintenance and service on the products must be carried out by 
Acorn Computers' authorised dealers and service agencies. Acorn 
Computers can accept no liability whatsoever for any loss or damage 
caused by service or maintenance by unauthorised personnel. This 
manual is intended only to assist the reader in the use of the 
products, and therefore Acorn Computers shall not be liable for any 
loss or damage whatsoever arising from the use of any information 
or particulars in, or any error or amission in, this manual, or any 
incorrect use of the products. 

This manual is for the use only of Aoorn Computers' authorised 
dealers and service agencies and must only be used by them in 
connection with the products described within. This manual remains 
the property of Acorn Computers at all times and must be returned 
to them immediately upon the termination of the agent's appointment. 




| 1 | 2 | 1 | 1 | July 83 [ 



2.1 INTRODUCTION 


In this first edition of the new Customer Service Information Manual 
we have included information on both technical and administrative 
aspects of servicing machines sold by Acorn Computers. On the 
technical side we include basic information, such as circuit diagrams 
as well as advice on repairs and details of upgrades and peripherals; 
on the servicing front we set out repair procedures and list spare 
parts and prices. 

We intend to send you new diagrams, manuals, notes etc., as and when 
they become available and also to update existing data when necessary; 
all pages will be numbered and dated so that you may be sure that you 
have the most up-to-date information. 

Our aim is to meet the requirements of our service agencies and to 
provide a comprehensive and high level of support; to this end we 
would welcome any comments or suggestions you may have, both as to 
information which might be provided in updates to the manual and as 
to ways in which the overall service we give to our customers can be 
improved. 

On the following pages you will find a performance survey sheet and an 
information exchange sheet, which we would like you to complete and 
return, but please do not feel that you are limited to these particular 
forms, we hope to establish a continuing dialogue and will be pleased 
to receive communications either by letter or telephone at any time. 
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CUSTOMER SERVICE PERFORMANCE SURVEY 

(Please complete and return to Customer Service Department, 
Acorn Computers Limited, Units 8 & 9, Cambridge Techno Park, 

645 Newmarket Road, CAMBRIDGE CB5 8PB) 

DEALER/ASC NAME ASC NUMBER 

(where appropriate) 


ADDRESS 


Please indicate 


Less than 

Satisfactory Adequate Good 


(1) How satisfactory do you 
consider our service to 
be in the follaving areas 


a. Ordering spares 


b. Ordering upgrades 


c. Obtaining replacement 
parts from service 
reports 

d. Forwarding machines 
to RCS 

e. Response to general 
queries on servicing 
problems 





(2) Any other servicing problems 

you wish to bring to our attention. 


(3) Any caramonly occurring faults. 


(4) Any faults that you find 

particularly difficult to repair. 
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2.3 CUSTOMER SERVICE : EXCHANGE OF INFORMATION 

(Please complete and return to Customer Service Department, 
Acorn Computers Limited, Units 8 & 9, Cambridge Techno Park, 

645 Newmarket Road, CAMBRIDGE CB5 8PB). 

(1) Please indicate what information, technical or otherwise, 
you would like to obtain on: 

a. BBC Micro 

b. Electron 

c. Atom 

d. Test Equipment 

e. Other 

Please let us know of any technical information you have 
which might be of use to the other service engineers or 
to the engineers at Acorn. 


(2) 
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3.1 Introduction 


THE CUSTOMER SERVICE DEPARTMENT 


The Customer Service Department, as the name implies, exists to 
provide a comprehensive range of pre-sale and support services both 
to individual customers and to our dealers and service agencies. 


The functions of this office fall into four main categories: 

1. To respond to enquiries on all general aspects of our 

machines, such as repair facilities, guarantee policy, 
general availability of products etc. 

2. To answer technical questions on the use and repair of the 
computers. 

3. To provide support for exhibitions and demonstrations 

arranged by our Art and Promotions Manager. 

All enquiries about demonstrations or requests for 
support should be addressed to Mr John Caswell, Acorn 
Computers Ltd., Fulbourn Road, Cherry Hinton, Cambridge, 
CBl 4JN Telephone Cambridge 245200. 

4. To progress orders placed for spares, and to process 

Service Reports. The Department currently employs 25 people, 
under the direction of the Customer Service Manager, Mr Mike 
Bicknell. We are situated in the new offices of Acorn 
Computers Limited at: 

Units 8 & 9 
Cambridge Technopark 
Newmarket Road 
CAMBRIDGE 
CB5 8PD 

There are 9 direct telephone help lines to our office which 
offers an adviser service to both dealers and members of the 
public all accessed on the number CAMBRIDGE 210111. In 
addition to this you may also reach us on the main switchboard 
number CAMBRIDGE 214411. 

On the following pages are found faces and names of the members 
of the Customer Service Department, together with a brief 
description of the job each of us does. 
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Matt Bridger 

Technical Assistant 

Responsible for: Technical enquiries 









Franni Vincent 

Technical Information Assistant 




Rosemary Walker 
Spares Co-ordinator 
Responsible for: Service 

reports, Spares Orders 


inquiries 


Administrative Assistant 
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Secretary to Mike Bicknell 
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3.3 ADVICE FOR DISABLED CUSTOMERS 


For some time new we have been building a file of information 
which we hope will be of use to disabled current and 'would-be' 
computer users. This includes details of 'control aids', which enable 
people with a wide variety of disabilities to control a 
microcomputer if standard keyboard format is not suitable. We 
also hold information on sources of specialist software, adapted 
keyboards and input aids, speech synthesis systems for the blind and 
BBC Micro controlled physiotherapy equipment. 


Although we are not able to give specific advice on the needs of our 
disabled customers, we are able to refer than on to professionals 
within the field, and will always be delighted, on request, to put 
a customer in touch with manufacturers, specialist user clubs and 
associations who can provide information and advice suited to 
the customers particular needs. 


Please contact Sue Harris, Customer Services on Cambridge (0223) 

210111 . 
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SERVICING PROCEDURES 


4.1 Warranty Repairs 


Acorn Computers Limited offer a six month guarantee on all 
products. An example of the guarantee card and of the letter 
which also accompanies each new computer will be found at the 
end of this section, together with details of how this should 
be completed. 

Customers are expected to offer some proof of purchase date 
when they submit their machines for repair, either an invoice 
or delivery note, or a completed guarantee card. If a customer 
has any problems in establishing the validity of a warranty claim, 
then he/she should apply to the Acorn Customer Service Department 
for clarification. 

Having accepted a computer for repair under warranty and completed 
the work you should then submit a Service Report, in order to claim 
payment for the work carried out. If ycuwish to obtain replacement 
parts for any that may have been used in the repair, this should be 
clearly indicated in the appropriate space on the Service Report, 
and the faulty components should be enclosed with the report. 

(Please note that we only supply parts as indicated on the spare 
parts list and not such things as capacitors, resistors etc.). All 
details entered on the Service Report will be checked by Mrs. Walker 
of the Customer Service Department and if all is correct the report 
will be passed for payment and replacement parts as soon as possible, 

A specimen copy of a Service Report may be found at the end of this 
section, together with details of how this should be completed. 
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4.2 Non-Warranty Repairs 


We do not require Service Reports for work you may do on computers 
that are out of warranty except in the following circumstances:- 

1) Operating System 0.1 EPROM to 1.2 ROM exchange : 

If the original Operating System is in EPROM, then this 
exchange is chargeable to Acorn and not to the customer, 
you will be required to submit a fully completed Service 
Report stating "EPROM to ROM exchange" and enclosing one set 
of 4 EPROMS per claim. You will receive a credit of £10 per 
claim; £ 4 for the return of the EPROMS and £ 6 for labour. 

We will not accept any claims for the exchange of a 0.1 ROM 
Operating System. 

2) Disc Upgrades : 

When the computer to be upgraded has a linear power supply, 
this must be exchanged for a switch-mode P.S.U. You may 
return the linear P.S.U. to Acorn for replacement on a Service 
Report, stating that this is required for disc upgrade, whether 
or not the computer is still under warranty, but you will not be 
credited for the labour involved in this exchange. 

If the machine to be upgraded has an 0.1 Operating System 
ROM, this must be exchanged for a 1.2 Operating System ROM 
from you?stock, at no extra cost to the customer. 

An allowance for the P.S.U. replacement costs and for the 
1.2 supply and fitting is included in the sales discount 
structure. 

3) Authorised Repairs : 

From time to time Acorn Computers may authorise a repair 
to be carried out as if under warranty as an action of 
discretionary customer support. All such authorisations 
will be set down in writing and a copy of the authorisation 
letter should accompany the Service Report. 

4) Manufacturing Faults : 

If, following an upgrade or change of use a fault is discovered, 
which appears to have been present since manufacture, consideration 
will be given to a warranty claim in respect of this. All such 
cases should be discussed with a representative of the Customer 
Service Department before work is carried out under warranty. 

3) Failure of Replacement Parts ; 

All Acorn spare parts carry a guarantee of three months; 
therefore if a component that has been replaced in a customer's 
machine should fail within three months of that repair, we will 
replace it again on receipt of a Service Report which clearly 
states these circumstances. Similarly we expect our authorised 
dealers and service agencies to guarantee their work for a three 
month period and a customer should not be charged for repair if 
his/her machine subsequently exhibits the same fault. 
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4.3 Guarantee Card: Completion Details 


On the following pages you will find copies of the front and reverse 
sides of both the new and old versions of our guarantee card. The 
new card will be sent out with new equipment from August 1983. 

We would like to draw your attention to the following points: 

1) Wherever possible the dealer should complete the details on 
the front of the card: 

Dealer name, Model, Serial Number and date of purchase; failure 
to do this will not necessarily invalidate the guarantee card but 
the customer will then be required to produce additional proof of 
purchase to substantiate a warranty claim. 

2) The customer should sign where indicated and send the bottom 
portion of the card to Acorn within ten days of purchase. The 
customer must retain the top portion of the guarantee card. 



